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Chapter # 1 
1. Introduction 
Morris Home Furnishing is a furniture manufacturing company. The present report discusses 
Morris Home Furnishing Operations and specifically its repair and maintenance operations to make 
better and productive outcome while reducing overall cost. 
1.1 Purpose of The Project  
This is a multifaceted project, which in essence illustrates on the repair and maintenance 
capabilities of Morris Furniture and the pitfalls in its repair operations. The point of convergence in 
this study is to initiate and examine the data analysis of the repairs being handled by the company in 
order to contrive a better repair rate. The paper will also examine the learning pathway held by 
Morris Furniture’s portfolio for its competitors as well as the practical implications it comprises. This 
project also proposes possible improvements in the operations after a deep analysis on the 
orientation of resource mobilization and performance measures as well as remove any backlogs that 
might prove to be destructive to the company’s vision. 
1.2 The Opportunity  
The complications pertaining to repairs uptill now has not disrupted existing margin of 
annual revenue and profits of the company but are detrimental in pulling resources away from the 
areas where they can be best utilized and compromising the company’s product quality and product 
delivery. Rather there is an opportunity to improve the operations to reduce the cost and improve 
overall profits.  
1.3 Project Objectives  
• To conduct a root cause analysis of problem within repair and maintenance 
department of Morris Furnitures  
• To conduct analysis using quality tools and techniques to effectively understand 
Morris Furniture’s operations.  
• To determine best strategy to improve productivity at repair and maintenance 




1.4 The Methodology Adopted  
 To effective investigate the issue Morris Furnitures Management was interviewed. The 
methodology adopted was qualitative. The questionnaire was regarding basic organizational 
elements and work processes. The questions were kept open ended and unstructured to promote 
discussion. Furthermore, the issues were determined using observation and physical monitoring of 
the process being followed in repair operations. The management was request operational 




information, in response to which they provided statistics of repair and maintenance processes. 
With the help of induction, deduction, and literature analysis the problem is effectively evaluated 
and resolved.  
1.5 Analysis Technique 
This paper also analyzes merits and downsides of elements in the operations involved in 
repair and maintenance department. The tools and techniques involved quality analysis and 
business process mapping to dissect the issue in the light of company’s information obtained. The 
recommendations made after analysis will prove to be incremental in eradicating any hindrances in 
the adequate functioning of the company. 
This project more specifically deals with Morris Home Furnishing repair issues and describes 
what processes Morris’s has to transform within repair and maintenance processes. Initial data 
analysis ensures the company can achieve better repair rate. Project provides a detailed analysis of 
“Morris Home Furnishing” repairing problems and its interplay within marketing environment.  
Though such problems don’t affect numerically to its revenues but it is deviating the 
organization mission statement which states “Making Homes Great”. The following are the values 






Thus, the essence of value to customers is not provided which is resulting into a great 
setback for the furniture leader and they cannot afford to lose its market share. 




Chapter # 2  
2. Analysis of The Problem  
2.1 Problem Statement 
This paper’s main focal point is ineffective maintenance processes and inefficient utilization 
of human and intangible assets to address this issue. The company and employee base must put 
their priorities and expectations on the table for continuous quality improvement and create a 
strong infrastructure to optimize activities and processes. The company must create a transparency 
in reporting and be proactive in building strategies for consistency in product and assembly line. The 
manufacturing processes in the company are not optimized resulting in significant losses due to 
defects in the repair department and product line. The micro and macro-level damages in the repair 
department owe largely to the fact that there are skill gaps in the labor force. The company needs to 
revamp its strategies to engage employees to develop the needed attitude and organizational 
culture that would prevent high losses in the repair department. Optimization in the repair 
processes involves high labor engagement and integration of analytics and operational insights to 
eradicate any work redundancy.  
2.2 Cause and Effect of Problem  
A lot of the employees reflected a negative attitude through abstaining from adopting the 
right culture by not showing up at the requested locations for repair. This causes a substantial 
breakdown in the efficient flow of product line. This creates a high gap between the anticipated 
services life cycle and the actual life cycle. The employees need to have an approach that focuses on 
preventive maintenance where work complements efforts. When the work flow is disrupted by 
inconsistency in employees, there is a natural buildup of high volume of complaints, and regular 
repair issues become time critical which are hard to follow up on. The complaints would keep on 
mounting and current complaints would collide with historical ones which would disrupt service 
delivery response time.  
Due to lack of a systematic coordinated process for repairs employees involved are unable 
to demonstrate their capabilities because as lacking smooth process flow non-value-added time 
increases, resulting in increased work-load and log of complaints. The company faces the challenge 
of leveraging a deep-rooted affiliation between its work force and its operations. This issue also 
resulted in increased number of items labeled for donation or marked to be discarded. On average 
per hour 1 piece was being repaired while this should be 3 piece an hour considering the company’s 
capacity. According to analysis of company records, on average there are 500~700 items to be 
repaired every month costing $200,000 ~$400,000 approx. this is a significant amount of rework 
which can be avoided with proper process mapping and re-aligning quality focus i.e. doing it right 
first time (Oakland, 2014). 
Morris Furniture needs to reflect the value of employees’ work so that employees are aware 
of how their work and their work orientation is impacting the company’s operations. According to 
Howarth (2007) the consequent costs associated with the company’s repair operations can be 
scrutinized for sustainability and can significantly reduced by addressing bottlenecks in the product 
and service lifecycle.  




 The issue is to be resolved by improving process, eliminating non-value-added time to 
reduce time taken on repairs. The issue is a bottle neck where productivity was seriously affected. 
Many of the discard items are fully functional to their purpose once the tiny issues are fixed. 
According to observation of the Morris Furnitures’ operation it can be stated that this is caused by 
the lack of workers willingness and increased time in coordination. The items discarded are due to 
the lack of spare parts at the repair station. As a consequence, the waste increases and customer 
satisfaction decreases resulting in complete mayhem.  
According to observation, internal coordination and collaboration is lacking and it was 
evident from manufacturing dept. failing to deliver spare parts even after repeated request for 
delivery. This causes furniture requiring repair to remain at the repairing station for a longer period 
increasing non-valued added time and job stress due to cluttered mismanaged repair products.  
Straub (2012) records that when mismanaged work increases the quality parameters are 
overlooked. This is exactly what happened where employees would prefer discarding the damaged 
products rather than repairing since it saved them from having to work harder.  
This contributes in dissatisfied customers where there requirements are not effectively met. 
Furthermore, they voice their feeling in regard to the negative encounters. The place where they do 
it is social media, survey destinations and gatherings to express anger and disappointment and 
speards like a word of mouth diverting potential consumers. Figure shown below is an example of a 










2.2 Insight into Strategies for Problem Redressal  
The company hires repair and maintenance manager with competent organizational skill 
however, there is a need to correct the processes involved. According to Noe, Hollenbeck, Gerhart, 
and Wright (2006) the organization has to hire the best and cannot compromise on the quality 
standards of an employee. Having responsible self-motivated employees would result in initiatives 
towards problem solving otherwise the unskilled employees will create more issues (Noe et al., 
2006). 
There is no adequate reporting mechanism in place regarding customer requirements and 
information sharing only exists to communicate issues that have been rectified (Ivanov, 2013). This 
negates the concept of frugal problem solving and modern total quality management dynamics 
where complete defect report should be shared so that it can be eradicated from the roots.  
This can be changed by increasing work space and by figuring out a way to obtain the spare 
parts faster and at the time of need. Instead of discarding items Morris need to focus on getting 
them in perfect form from the very beginning (Heizer, 2016). The issue that requires fix is usually a 
very minor one but the lack of spare parts cause the workers to discard them.  
2.3 Long term risks with the problem  
In this globalization era, decision and control power shifted from organizations to customers. 
The contemporary business practices do not allow the businesses to set a product line based on cost 
alone where quality and differentiation is necessary requirements.  
It consumes a lot of energy and money to find the right furniture that is in accordance with 
taste, fashion and requirement (Osterwalder & Pigneur, 2010). The people who cannot afford to 
waste these valuable resources will change their mind and thoughts about the company to save 
themselves from inconvenience and headache. Hence currently the switching costs for the 
businesses are very low and customer retention concepts are completely absent. Hence customers 
shift to competitors (Hickory Furniture Mart) with better services and risking organizational 
sustainability in the future.  
In the long-term, it damages company image (Kotler & Armstrong, 2010). Negative word of 
mouth can truly harm the business brand value. Word of mouth does not only indicate that an 
individual customer is being impacted, rather it is the complete social circle of that particular 
customer.  
Once the business loses goodwill it will likewise lose its esteem on the grounds that in any 
economy 70 to 80 percent of the market esteem originates from intangible sources such as goodwill, 
brand value and scholarly capital (Kotler, 2012).  
Another long-term risk that should be considered is the decrease in market share. Once the 
goodwill is stained, it won't set aside you're contending organizations much opportunity to assume 
control over customer base. Indeed, even most steadfast and excusing clients will remove their 
business from you in the event that they encounter poor level of client administration. Obnoxious 
encounters, for example, an impolite delegate, late reaction, long lines and untrained 
representatives and so forth urge new clients to leave a store even before making a buy. 
Moreover, the decline in revenue is one of the most assured risk that will occur. Loss of 
clients regularly prompts to diminished business benefits which unfavorably impacts stock value and 
shareholders. This starts a negative grouping in which organizations take measures to spare cash by 




decreasing expenses brought about on employing and preparing. Accordingly, the client benefit level 
further spirals down and makes it considerably all the more trying for an organization to upgrade its 
returns. In such a situation, it bit by bit, begins getting to be troublesome for the organization to 
meet its budgetary needs. 
Then there is a risk of reduction in the employee confidence that would create a non-
visibility for the employees and they would be unable to see any value in the work that they are 
doing. At the point when a business neglects to meet their financial demands, regularly it hopes to 
cut the cost by decreasing number of workers. Such a move gravely impacts representatives' 
assurance and certainty, since absence of professional stability redirects their center from work. 
Once the consideration is moved, their profitability additionally slides down. When employees start 
feel uneasy in their job, they become insecure and start losing credibility. Their performance 
declines and leads to errors which create a backlog of complaints and unresponsiveness. In this way, 
it turns into an endless loop. Therefore, Morris Home furnishing need to minimize these risks so that 








2.4 Cause and effect diagram 
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3. Literature review 
3.1 Quality Improvement: Repair and Maintenance  
Continuous quality improvement process includes integration of experts and organizational 
leadership in order to improve organizational activities and decision-making process (Oakland, 
2014). There is a critical number of quality affirmation and quality management instruments 
accessible, which is crucial for efficiency and improvement in operations. Any manual processes 
would introduce inefficiencies in the system.  
The company can optimize its distribution operations leading to enhancement of its internal 
processes and generate a healthy balance between business requirements and service levels across 
order picking. According to Laghari and Connelly (2012) quality is parameter that requires the 
product to be delivered right first time and if that is not achieve the consumers are given strong 
repair and maintenance services to ensure their experience is immaculate.  
3.1.1 Repair and Maintenance: Quality tools and Techniques  
Tools are fundamental elements of a quality process and essential instruments for the 
accomplishment of a quality program (Goetsch & Davis, 2014). Quality’s basic orientation is to do it 
right first time but since in some cases quality control parameters identify some defects that can be 
critical to product acceptance termed as internal failure. In case of Morris Furniture’s, the defects 
are being identified internally and externally hence this increases importance of repair and 
maintenance to ensure quality control is effectively in place.  
According to Maguad (2006) organizations have utilized quality tools without giving 
adequate thought to their determination and have then experienced hindrances to progress. Quality 
Tools can't resolve each quality issue yet they absolutely are methods for solving issues.  
Hence, it should be considered that while quality tools can be exceptionally successful in the 
correct hands, they can be extremely risky in the wrong hands. The repair maintenance crew must 
be trained as they need to recognize the value of ensuring quality as a strategic function otherwise 
the issue will escalate and company’s customer base is affected.  
The repair and maintenance crew must have a know how, when and which tool ought to be 
utilized as a part of critical thinking, problem solving or improvement forms. Today there are more 
than a hundred distinct quality tools. When employees are motivated, they take the initiative to 
reduce downtime and wastage.  This will also reduce occupation of employee base where it is not 
needed and engage it in areas where they can reflect their best potential and optimum presence. 
Numerous researchers have attempted to characterize them and separate among them on different 
bases (Oakland, 2014). Tools are by and large a method for achieving quality improvement. 
   




Quality improvement and control tools are anything but difficult to learn and handle and are 
utilized to dissect answers for existing issues. These seven quality devices which are fundamental for 
every single other tool are:  
• Flow chart 
• Pareto graph 
• Check sheet  
• Control chart 
• Histogram  
• Scatter plot  
• Cause-and-effect chart. 
  
The seven quality tools were initially discussed by Ishikawa, who is known as one of the 
quality management guru (Kim, Kumar, & Kumar, 2012). His unique seven quality tools incorporate 
stratification, which is later called a flow chart or a run diagram. They are likewise called the seven 
"fundamental" or "old" tools. After that other new tool, have been created for different purposes 
yet the reason for each work is identified with the 7QC instruments. These devices are likewise 
central to Kaizen and Juan's approach to deal with quality improvement and control. When these 
tools are used effectively, they would subsequently bring innovation in the assembly and delivery 
line thereby controlling any wastage and expand the value-added time. 
3.2 Continuous Improvement: Application in Repair and Maintenance  
Quality management system enable organizations to have successful quality systems which 
improves their efficiencies. According Aldaweesh, Al-Karaghouli, and Gallear (2013) the quality 
management standards are a beginning stage for the organization who focus on continuous 
improvement and consumer loyalty. In case of repair and maintenance the company can extend the 
value for consumers as they can rejuvenate their purchase by obtaining repair and maintenance.  
However, the internal control processes must be improved in order to ensure that the 
defects are not produced at the first place. Streamlining the process and utilizing the space 
effectively can lead the team to collaborate and avoid stacking of resources hence better outcome 
(Goetsch & Davis, 2014).  
 Through the introduction of waste reduction techniques, there would be a massive inflow of 
incremental savings. There would be reduced complexity in the route planning of processes and to 
correspond efficiently to preset quality specifications from consumers. 
Doing an early diagnosis is crucial to identify the underlying issue which is creating 
bottlenecks for the company’s operations. The company has to quantitatively assess the costs 
affiliated with maintenance and the risk they pose to value generation of the services being offered 
by the company (Snee, 2010). This will allow for precision in allocation of optimal resources and how 
much of the company’s operating budget is being utilized for handling repair and maintenance 
activities. Maintenance management needs to be effective and the company needs to comprehend 
the interdependency of its work force and repair processes. For streamlining its operations, the 
company needs to focus on maintaining a standardization in its service management and generate a 
consistency in utilizing labor to its optimum potential to expedite repairs. Inspite of the 
comprehension that there is an ever-increasing focus on maintenance management, the recent 




surveys indicated that one third of all maintenance costs is wasted as the result of unnecessary or 
improperly carried out maintenance (Mobley, 1990). 
A quality management framework supports resources and consumer satisfaction of certain 
organizations. It enables organizations to have flawless process which meet their quality 
requirements and maintain their market value. This will save the consumer from buying not just 
furniture itself, but also several hours of maintenance time. The value of quality becomes less and 
less transparent when the focus is shifted from furniture production and delivery, to handling 
wastage and repair maintenance for dissatisfactory products. Execution of a quality management 
framework in supply chain process is dependably a part of an organization's development 
procedure. Having a quality management framework set up in supply chain process is an essential 
for its fruitful application on an everyday basis. Quality integration in repair and maintenance 
enhances the efficiency of supply chain processes for organizations. Moreover, a supply chain 
management framework must be very much recorded (Stadtler, 2015).  
 If an organization’s emphasis is on the consumer, the organization needs to choose the most 
proficient methods for information procurement and market review to affirm that the organization's 
products or services meet client demands. This will reduce the repair rate and copious amount of 
time being wasted as an aftereffect of a low quality furnishing products.  Continuous quality 
improvement as a fifth standard of QMS (ISO 9001:2000) couldn't be acknowledged without quality 
instruments which are displayed through four groups of activities of Deming's quality cycle or PDCA-
cycle.  This will provide Morris Furnishing selective control over its maintenance processes and 
allows for putting focus on those operational actions that can derive the maximum output , while   
 
The primary reason for PDCA cycle lies in process improvement. At the point when quality 
development begins in supply chain process it gets start with planning, it results in preventive 
activities upheld by suitable quality affirmation tools which lead to genuine process of quality 




improvement. The utilization of the seven essential quality tools in connection with four stages of 
PDCA-cycle is very imperative for quality improvement process (Gershon & Rajashekharaiah, 2013).  
A large portion of the quality control tools can be utilized for problem identification purpose 
such as Flow chart, Cause-and-Effect diagram, Check sheet, Pareto diagram, Histogram and Control 
diagrams. For issue analysis, Cause-and-Effect graph, Check sheet, Pareto outline, Scatter plot and 
Control diagrams can be used. However, at the point when a group is building up an answer for the 
analyzed issue, Flow outline and Scatter plot can be valuable also. All of these processes enable 
organizations to identify their root causes of issues and reduces their impact on organizational 
productivity.  
This includes using a proactive approach towards addressing any repair issues and keeping a 
strategic structure laid out well in advance to ensure prevention of equipment or service failure 
before it occurs (Harmon, 2010). Thus, Morris Furnishings can take ownership of repair management 
without any reluctance and consumers are not bullied into buying low-grade products or 
compromising on quality. When Morris Furnishing lays focus on lean management for uncovering 
any process gaps that are causing high wastage, and would align quality goals with effective repair 
management. This would ensure that all products that are lying unused on shelves, waiting for 
delivery would not go to waste due to inefficiency in the product line as the underlying issue would 
be gauged early in the PDCA cycle. 
3.3 Implementing Six Sigma Reducing Defects  
Morris Furniture’s major concern is to reduce the number of defects in order to improve its 
operational effectiveness and customer satisfaction. Pyzdek and Keller (2014) identify Six Sigma as 
an organizational approach used to indicate precisely how firm directors set up and accomplish 
targets. It shows how significant desired results can be accomplished through quality improvement. 
The Six Sigma system goes across the improvement procedure and tools since it requires a wise 
utilization of information, accentuation of factual analysis and experiments. Six Sigma endorses a 
change procedure known as DMAIC technique i.e. define, measure, analyze, improve and control. 
Define: The repair and maintenance activities must be defined and improvement objectives 
must be delineated to ensure the organization can direct its processes towards fulfillment of desired 
objectives. The repair and maintenance issue need to define where systematic processes breakdown 
and reorientation is required. Thus , Morris Furnishing’s repair process for custom furniture 
assembly and delivery will be identified at an early stage and there will be adequate tracking of all 
necessary modifications that must be incurred for efficient maintenance without any downtime.  
Measure: The standards set for repair and maintenance must be measured. The number of 
products that came in for defect removal should have a time attached and each product must be 
cleared within that time period to ensure effectiveness. The measurement would allow to adjust 
targets and ensure all processes are integrated in the right direction. The repair and maintenance 
needs to measure performance to ensure they meet hourly rate of corrective measures. PARETO 
effect can come into play here, as it ascertains that 20 percent of efforts directed towards the major 
problematic areas would derive maximum effects on maintenance cost reduction. 
Analyze: Defect analysis must be continuous process and step by step study of repair and 
maintenance processes must be analyzed for improvement. The document defines procedure to 
comprehend issues and processes to resolve them. Hence these processes must be continuously 
analyzed for improvement and how effectively they are being met. Effective asset performance 




analysis through PDCA will deduce where the unit cost of each furniture piece that is returned is 
high, and where the inventory is being wasted due to lack of adequate labor engagement. 
Improve: process for recognizing and finding answers for issues, based on analysis the 
processes will be improved to reduce defects and improve high business productivity. The process is 
required to be improved where it is organized systematically so that each unit can be given due 
priority. 
Control: enhanced process with progressing observing process. Here each aspect will be 
reviewed according to the planned parameters to see if the control processes were in place process 
achievement. Continuous control is required to maintain compliance in repair and maintenance 
processes.  
  Each of these procedures (stages) can be used with various quality devices and strategies 
(likewise 7QC) while a few tools can be utilized as a part of more than one procedures (stages). 
Beneath every step of DMAIC the primary tool for every procedure are introduced. In lower line of 
the fig. the devices which are not basic for that procedure but rather can likewise be utilized 
(Additional tools) are appeared.  
It can be seen that, apart from the Improve stage, the Analysis and Control stages have at 
least one QC instruments. For the advancement of another item or a procedure which concentrates 
on "problem prevention" there is an adjusted adaptation of Six Sigma called Design for Six Sigma 
(DFSS) (Evans & Lindsay, 2014).   
The quality control processes are a system that allows an organization to make systematic 
inspection and evaluate if the product meets the criteria or is defective. The defective products are 
identified and reported. This helps in running a root cause analysis for the defect. Similar is the case 
with repair and maintenance department of Morris Furniture. The quality control identifies many 
errors where the focus remains on reactive actions rather than proactively processing and achieving 
the goals. The corrective measures include repair and maintenance services. The goal is to correct 
the defects and make the product fit for customers. However, this process is experiencing glitches as 
space to operate is small and inventory in has to wait long hours where time to repair is long. 
Deming (2013) Three methodologies have been widely used for continuous quality 
improvement and it includes six sigma approaches, the repair and maintenance is  process where 
organization can achieve protection from external failure. The PDCA cycle teaches that at every step 
there is an improvement opportunity.  
The repair and maintenance not only protects from the external failure rather it protects the 
organization from complete internal failure. The Morris Furniture’s is having a long queue of 
defected products that are classified for dump or donation. This increased percentage of defect at 
Morris are a critical bottle in achieving effectiveness. 
3.4 Total Quality Management Morris Furniture’s 
Total quality management refer towards a people focused management system which 
emphasize on customer satisfaction while reducing cost for organizations.  TQM uses scientific 
methods in order to assess quality and its incurring cost. Besides, it also takes total system approach 
in which very part is integral of the organization which include processes, functions and departments 
etc. to ensure success in the product and service delivery. Total quality management focuses on 




learning and adaption in order to promote continuous change and improvement for organizational 
success (Oakland, 2014). 
In a TQM environment, the consideration paid to employees is as imperative as, if not more 
vital than, consideration paid to the customers. Employees are considered as internal customers of 
the organization who play key role in getting jobs done. Employees always need to understand their 
organizational objectives and perform in order to meet their customer satisfaction (Fu, Chou, Chen, 
& Wang, 2015). This can be guaranteed by taking after a three-stage process that incorporates  
• Survey for employees 
• Employee training system 
• Communication with employees to make them aware regarding organizational goals. 
 
 
4. Alternatives and Analysis 
Quality of work and organizational productivity are strongly interlinked and positive. 
Whenever organization effort to enhance employee’s quality of work it effects positively on 
enhancing organizational productivity. Productivity of the organization get raised when it provides 
physical output to the organization in result of all efforts which include capital, material, energy, 
labor, low repairing cost and services etc. Morris Furnishing is already utilizing capital intensive 
assets towards repair management, what it needs is to reduce the per unit time spent on each piece 
of furniture so that value added time can be enhanced. 
Productivity enhancement need to have balanced input from all behavioral, technical and 
management systems however it shows that organizational productivity improvement and 
organizational quality improvement both have similar qualities (Cummings & Worley, 2014).  Total 




quality management directly linked with employees’ management which enhance productivity for 
the businesses.  Morris Furnishing needs to encourage continuous change management for 
improvement of its delivery cycle 
Morris furnishing may adopt this method to enhance their quality system in order to satisfy 
their customers’ expectations and to reduce repairing cost. Goetsch and Davis (2014) TQM embraces 
a three-pronged approach: management dedication; collaboration and engagement achieve social 
change bringing an enhanced workplace which upgrades laborer assurance. These thus are the 
fundamental elements for better management and product quality (Goetsch & Davis, 2014).   
Morris Furnishing needs to employ value-added, performance based maintenance 
management, which will be a step towards reducing damages that are incurred each time they 
request a product repair. 
The quality frameworks SQC and SPC diminish the inventory and quality expenses and add to 
a superior quality item and convenient delivery. Furthermore, improvement in work culture and 
internal correspondence will also enhance customer satisfaction which is fundamental for market 
development and useful in the long term (Rice, 2013) whether it is an emergency maintenance or a 
long term maintenance plan. It will allow the company to take the lead, analyze and log the areas 
whenever there is an immediate requirement for repair and reduce downtime.  
Quantifying the risks involved in breakdown of repair and maintenance is crucial to identify the high 
or low response rate from the company towards consumer concerns. Creating a high value in 
maintenance management requires the optimum use of efficient tools and techniques. Maintenance 
management is defined as (EN 13306:2001, 2001): “All the activities of the management that 
determine the maintenance objectives or priorities (defined as targets assigned and accepted by the 
management and department), strategies (defined as a management method in order to achieve 
maintenance objectives), and responsibilities and implement them by means such as maintenance 
planning, maintenance control and supervision, and several improving methods including economic 
aspects in the organization.”   
The company needs to quantitatively assess the contribution of labor intensive factors and other 
parameters that are instrumental in inconsistency in maintenance management. Employing 
adequate use of extensive regulations and strategic policies will minimize risks associated with high 
repair costs. Also there needs to be knowledge sharing on a periodic basis regarding operational 
goals and achievements for process optimization, through the PDCA cycle. Morris Furnishing needs 
to focus on increasing the per unit time spent on repairs so that there is increased efficiency. 
4.1 Strategies for reducing repairing cost 
Maintenance and repair is often neglected as a source of cost saving however they are 
considered as source of cost for business. If repairing department is utilized and managed properly it 
can significantly contribute in saving for the organizations.  




There are traditional procedures that organizations use to invest and save also for repairing 
and maintenance, however they for the most part end up being counterproductive over the long 
term (Straub, 2012). Some of these methodologies are: machines operate to the level of failure, 
bargaining till low costs on spare parts, and utilizing less expensive parts and updating materials. 
Notwithstanding, more powerful techniques can be utilized:  
Check and monitor Spending Patterns  
Keeping an eye on spending is one of the main things you ought to perform when you like to 
save. This permits you to perceive the amount you are spending in any case and from there, you can 
discover approaches to diminish costs (Jardine & Tsang, 2013).  
Promote a Culture of Savings in the organization  
Everybody in the division ought to be focused on saving cash for the business. To support 
this, make workers feel a part of the procedure by requesting that they conceptualize thoughts on 
how cash can be spared.  
Correct Chronic Failure Among Machines  
If there are machines that fail relentlessly, search for the underlying driver of the issue as 
opposed to supplanting it. With a little determination, a qualified architect or support specialist can 
investigate the fundamental issue and make remedial move that would be less expensive than 
purchasing new hardware. Preventive maintenance will likewise decrease costs (Kizim, 2016).  
Put resources into Expert Staff  
Organization may hire trained and skilled staff that can repair the products (furniture) with 
no assistance. Utilize staff that have specific knowledge of repairing and handling product damaging 
issues.  
Utilize Prevention Technology from Failure 




Failure prevention technology can identify errors or flaws in machines during repairing an it 
can automatically shut down the system. This will aware staff of an issue thus early action can be 
made regarding error which reduce quality issue for rework.  
Analytical Maintenance  
It predicts issues before they happen which minimizes the quality issue after product 
repairing. This includes the utilization of modern technology that includes analysis of different parts 
of the machinery (Hmida, Gaspard, & Lee, 2013).  
Consultancy  
Outsourcing can possibly be costly, yet if the correct organization is chosen for a reasonable 
cost then this can save cost for the business over the long haul. An effective service provider can 
investigate issues at an early stage or give more powerful protection measures.  
  




4.2 Critical to Quality (CTQ) Tree 


















Morris Furniture must be Stylish 
Value of product match the price 
Economic products 
Reduce their tiredness 














Customers satisfied with the value 
of product 
Make customers feel relax 
Customer’s expectations get 
fulfilled 
Guarantee must be given 
Furniture must last for at least 10 
years 
Product is appealing 







4.2.1 Customer need and expectations  
There are certain customer requirements and needs which they want to achieve while buying 
Furniture for their homes or offices. These needs or expectations include: 
Customer Needs Scale 
Defect free Furniture quality 5 
Comfortable: according to medical standards   5 
Competitive price: Competitive relation of price and value delivered 4 
Innovative Designs: Trendy modern furniture  4 
Strong and safe furniture 3 
 
Defect free Furniture quality  
Quality is most vital part of customer needs while purchasing anything. However, in buying 
furniture, customers usually look for the quality as it covers almost everything in product design, and 
value. High quality furniture often considers as best successful and profitable products.  
Comfortable 
Customers also ensure comfort level of the furniture while buying it. Usually companies use 
to sell cheaper furniture products which looks very stylish but do not proved comfort level to the 
customers. such products last for short time spam.  
Competitive price 
Usually, furniture manufacturers use to sell their products at high cost which makes 
customers unable to buy them. Customers expect to have high quality product at lower or 
affordable price however, this could possible if they buy in stock such as for offices etc. Customers 
get mostly attracted towards lower prices or affordable prices furniture products. Furthermore, a 
rightly design value price relationship will be very effective in this regard. 





While purchasing furniture, customers looks for beautiful design of furniture.  Customers see 
that every one of the pieces are joined impeccably, while the utilization of value materials which 
makes it very rich and prestigious. The distinction in stylish advance can also be seen by customers 
which adds value and style in the product (Qimei & Jianju, 2012). 
 
Strong and Safe furniture  
Another important feature which must be present in Morris furniture is that it should be 
strong. Customers do not want to invest money on furniture often which is why they look for strong 
and safe furniture which could last for long time spam.   
5. Recommended Solution  
Analysis of Morris Furniture has highlighted that time undertaken to make product repairs 
takes longer than expected. Hence the queue increases and products are not able to be delivered on 
time to the consumers. The increased stay in the repair lab increases the work load. There is a 
backlog that is created due to unwarranted extra time spent on every piece of furniture. 
Product damage can be controlled effectively and cost viably. Morris furnishing need to have 
visibility into all departments of the supply chain network. They need to identify the root cause for 
damaging so that repairing incidents can get reduced. The most ideal approach to get to the main 
cause of the product harm is our two-pronged approach.  
To start with, Morris furnishing need to look inside their inner offices and transportation 
system. If it's justified, and our clients will permit it, we will additionally glimpse inside their supply 
chain network.  
Morris Furnitures is recommended to methodically assess stages, manual handling of 
procedures and material-handling machines etc. Furthermore, Morris furnishing need to look at 
computerized frameworks, economic impacts and transportation conditions. We need to track 
product flow through our supply chain network and distinguish problem areas where damage is 
more likely to happen. We should consider product type, bundle sort, handling of product, 
geographic areas and seasonal variances. 
Furthermore, in next stage, professionals need to lead supply chain network monitoring. 
Here, we must recreate and monitor the effect of handling of procedures, transportation portions, 
and climatic conditions on our item’s packaging i.e. both primary and secondary, and product 
movement stages.  
The new processes designed for repairing would should be in a way that they can reduce the 
time required for the repairing the furniture. Employees should be trained in the new processes 
designed to overcome their skill gap. Training of employees will make them more effective and 
efficient and also reduce cost and time required for purchase. 
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5.1 Recommended Process Improvement 
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 Currently, the time per repair for a technician is 1 piece in an hour. Ideally, this time has 
been calculated to be 3 pieces per hour so that the customer services could be maintained 
efficiently. Therefore, this time delay should be minimized through time management techniques. 
These techniques could be identified through the training sessions mentioned earlier. These training 
sessions would definitely add to the skills of each technician so that more work could be completed 





09/05/2016 56 $10,408.19 
10/05/2016 69 $10,442.08 
11/05/2016 75 $10,499.58 
12/05/2016 78 $11,012.08 
13/05/2016 80 $11,318.07 
16/05/2016 81 $11,928.07 
17/05/2016 81 $11,928.07 
18/05/2016 80 $11,318.07 
19/05/2016 86 $12,323.02 
20/05/2016 87 $12,465.52 
23/05/2016 93 $13,078.92 
24/05/2016 95 $13,408.92 
25/05/2016 96 $13,454.92 
26/05/2016 102 $14,467.87 
27/05/2016 111 $15,347.87 
30/05/2016 127 $16,483.15 
31/05/2016 128 $16,548.15 
01/06/2016 127 $16,548.15 
 
 From the above table, it can be seen that the opening inventory items approved to donate 
and destroy have increases and cost has escalated which is negatively impacting organizational 











 Hence training on 
repair and defined procedure 
is must. Employees need an 
understanding of the lag time 
that they are contributing 
towards the final delivery of 
the item. When an item is 
brought in for repair, Morris 
Furnishing needs to couple 
quality with efficiency so that 
the furniture piece reaches 
the consumer as per 
specification, free of any 
defects and on desired time.  
Currently, employees 
are not performing as per the 
need. There should be a training needs analysis so as to identify quantitively which employee is 
lacking in which area and then consequently training should be imparted , coupled with some 
rewards and benefits for employees so that they could be rewarded if they reach the ideal schedule. 
However, during this process, care should be taken that the quality of work being delivered is not 
effected. Morris furnishing is known for its quality management; therefore, repute of this company 
should not be affected at all. For this purpose, a need to be maintained for technicians which they 
could follow for quality assurance. Quality control would be implemented at the time of delivery to 
consumers. 
 The % of items repaired by technicians has not remained same for this shop. This shows that 
productivity level of employees is not consistent. For example, in March 2016, an employee by the 
name of KJS managed to achieve total 18.06% of correcting the defective items. On the other hand, 
this percentage reduced to 14.37%. The same is the problem with other employees as well due to 
which their percentage of corrected items keeps changing. The total number of items which have 
been repaired by shop also varies with time.  




 In July 2016, about 
2005 items were repaired 
and sent to customers while 
in September 2016, this 
number dropped to 1905. 
The % of items repaired also 
differs due to inconsistency 
of whole system. In August 
2016, 27% of items returned 
to shop were improved 
while 73% new items were 
corrected by technicians. In 
September, the % of items 
returned decreased and that 
of new items increased. It is 
only due to inconsistency of 
this process due to which 
quality of items is also affected.  
This will provide efficiency in maintenance in the following ways: 
• Establish and develop all essentials that might become a possible cause for failure in 
operations. 
• Analyze all consumer demands to comprehend the processes involved in meeting 
those demands and ensure that those processes do not lead to any potential system 
failures. 
• Augment all the traditional and contemporary operational processes for testing 
procedures before implementation. 
• Identify the course of operational processes comprehend their credibility in overall 
system efficiency. 
 There are different types of problems due to which items are returned. Sometimes the parts 
attached are faulty and have to be replaced. Other than that, sometimes the items are returned 
since they do not satisfy the requirements of consumers. In this case, it is mostly reported that 
technical requirements of the object were not met. 
 Substandard product delivery will eventually push away loyal consumers and the consumers 
are bound to never return again due to their experience. Morris Furnishing needs to bring in proper 
documentation that create a cross check against the modifications requested and what is actually 
being delivered. 





are also reported during 
transport of such items 
from one location to 
another which has to be 
repaired by technician. 
When these items are 
returned, they spend 
about 63% more time in 
workshop than intended 
since the work of one 
hour is completed in 
approximately 3 hours. 
Eventually this results in 
items getting damaged 
due to unascertained time 
wastage and it becomes 
dispensable. There needs to be a leak detection in the system that can render effective maintenance 
of each piece that is sent in for repair.  
 The observations made and represented in the pictures its clear that the space for repairing 
is low and items are cluttered. The process recommended above will speed up the process and make 
repair department less cluttered. This will provide focused opportunity of the Morris Furnitures to 
make effective repairs while focusing on a single item. 
 The worksmen will be monitored against KPIs to ensure if they are achieving the expected 
time to make repairs in case if the repairs are taking longer than immediately evaluation should be 
made to reassess the reason for continuous improvement. The process is progressive and will 
require consistent efforts to make it happen.  
 26 



















Furthermore, management issues in Morris furnishing company could also be reduced 
through adopting effective monitoring and controlling system. When all functions within the 
Providing extrinsic and intrinsic 
rewards 
share and listen employee’ 
opinion  
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employees 
Reduce error rate and human 
effort 
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  Employee 








Conduct workshops for training 
employees 
Advanced systems make 
processes easier  
Educating employees through 
learning classes 
Performance of employees get 
monitored  
Reduce the chances of error 
occurrence 
Friendly workplace 




organizations will get monitored properly then it will reduce the chances of error occurrence for 
organization. Through controlling and monitoring system, product damage risks will also get reduced 
which minimize cost for the company (Sheridan, 2013).  Besides, Morris Home Furnishing could also 
adopt new technologies which help them reduce damaging issues during supply chain management 
processes.  
It will provide all the tools necessary for an in-depth and coherent analysis of the efforts 
being put into the repair of each item and what is the ideal time for repair for each item   It will 
ensure product safety and reduce the risks of human errors and encourage employees to 
understand the value of their work. In process, intense environments lie Morris Furnishing the 
employees build up “analysis paralysis” which can prove to be detrimental in the long term. 
Training of employees is also imperative contribution which improves organizational 
management. New skills and capabilities make employees able to be more competitive and 
productive for organizations. Similarly, Morris Furnishing needs to train their employees as it will 
contribute in enhancing their employee’s capabilities and facilitate in employing those anomalies 
and skills which are instrumental in cost effective prediction of critical failures in the maintenance 
department. This in turn eradicates all those habitual activities that are extending the repair periods. 
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Numerous quality improvement issues include complex frameworks that effect various 
procedures, functions, and divisions inside an organization, administrators should likewise execute 
quality upgrades at a much smaller scale inside their workplace (Cummings & Worley, 2014). There 
are various issues including work flow, customer service, correspondence, information management, 
and different matters that are exclusively inside a group's domain that can have a major effect in 
upgrading the working of group members.  
For implementation of the solution we have adopted PDCA cycle or Deming cycle for quality 
improvement as it would resolve quality of work issue of Morris Furnishing. Deming cycle refer 
towards four stages i.e. Plan, do, check and act (Dudin, Frolova, Gryzunova, & Shuvalova, 2015).  
Plan: In planning stage Morris has to increase the number of trained employees and 
introduce a systematic process of repairing. The process in place will allow the team to collaborate 
and order parts to reduce time required for repair.  
Do: second stage is implementation stage which brings change or improvement in 
organizational processes. The planned process will be systematically implemented it will be 
processes and its outcomes will be recorded.  
Check: third stage include checking or monitoring stage which includes analyzing of the new 
change i.e. whether new change brought difference or not. At this stage, the processes will be 
monitored and outcome will improve.  
Act: fourth and last stage of PDCA cycle include action stage which refers to determining the 
overall worthiness of a change. It allows the implementation of change on wider scale or rebuild the 








RFO NTO Other 
Rep to 
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            REPAIR REPAIR # PCS COST UNITS COST     
AJP 66 5 1 1 7 73 27 100 $18,168  8.38% 7.84% 105.27 0.95 
ASK 23   3 2 5 28 204 232 $30,380  19.45% 13.11% 83.73 2.77 
BXM 45 6 5   11 56 3 59 $9,208  4.95% 3.97% 72.72 0.81 
DEE 37 9 9 2 20 57 3 60 $10,610  5.03% 4.58% 65.4 0.92 
DXM4 90 3 34 2 39 129   129 $39,039  10.81% 16.85% 95.03 1.36 
DZB3 81 6 23 1 30 111 3 114 $25,510  9.56% 11.01% 103.67 1.1 
ECM 41 1 1 1 3 44   44 $5,795  3.69% 2.50% 78.43 0.56 
MKK 33 2 4   6 39 93 132 $29,532  11.06% 12.75% 82.57 1.6 
PTS 35 5 14 1 20 55   55 $19,023  4.61% 8.21% 59.9 0.92 
RZM2 25 4 3   7 32 183 215 $34,160  18.02% 14.74% 76.9 2.8 
SXW2 21 3 1 1 5 26 27 53 $10,257  4.44% 4.43% 40.12 1.32 
  497 44 98 11 153 650 543 1193 $231,680      863.73 1.38 
 
76% 
   
24% 
        




The chart above explains the position of repair and maintenance department the items received for repair and the cost expended to repair the item 
and consequently the time spent on the activity. The goal is to improve the time by improving process and providing training to improve the skills of 
worksmen.  





The Morris Furniture has 76% repair @ of 1.38 repairs per hour the system has the capacity 
to improve the system by 3 products being repaired within the hour. Hence the implementation 
process focuses on the improvement by improving the process of implementation.   
Implementation stage include: 
7. Discussion of benefits:  
Effective employee training and effective integration of supply chain management system 
reduces the quality of work, management and repair issue for Morris furnishing. It helps company in 
satisfying their customers and employees as well. Organization was facing product damage issue 
during their transportation which made their customer dissatisfied and harm the image of company. 
Product damage is serious issue as it directly impacts the reputation of company and encourages 
customers to switch towards their competitors. There needs to be mitigation of the packaging 
during transportation, so as not to jeopardize consumer relationships in the long-term. Most 
damaged items will either be returned back once again for repair or will be returned back for good. 
The material and strength of the design in which the items are packaged and transported are also 
essential. There are two essentials that need to be analyzed: 
•  Stackability. There needs to be an dentification of what the unit load sit on in the 
warehouse and whether the furniture items are being transported without bringing in any 
compression. 
• Trailer Loading Pattern: Morris Furnishing needs to employ “dunnage” so as to consume the 
entire space of the trailer in which items are being transported and it also provies airbags 
and partitions which help secure the item from damage. Stiff trailers take away any cushion 
space available to each item and dunnage will provide more sustainable packaging. 
• Reliable Carrier Partnership: Morris Furnishing needs to employ the most credible carriers 
in the market that has efficient shipment and delivery processes and would ensure product 
safety on its own end as much as possible.  
Furthermore, product damage or delaying issues occur due to ineffectiveness of supply 
chain management which enhances such organizational risks. Morris furnishing needs to improve 
the quality of their supply chain management processes, and take intelligent packaging decisions 
which could ensure product safety for them and retain their customers. Once the “where , what and 
why” aspects of the supply chain are identified, the ramifications can be taken care of in a more 
impactful manner . Effective supply chain management process influence profitability and 
shareholder value for them (Coyle, Langley, Novack, & Gibson, 2016).  Some of major benefits which 
could be generated from adoption of effective supply chain management includes: 
Profitable development: 
Supply chain management adds to profitable development of the business by permitting 
combination of order, supporting after sales benefit, and getting included in new product 
development. It has identified from the studies that ineffectiveness in supply chain management can 
cost up to 25 percent of an organization. With overall revenues of just 3 to 4 percent, those 




organizations who can overcome their supply chain management inefficiencies by 5% can earn 
double profit for the company. The whole process of repairing, shipping and delivery needs to be 
managed with a predictive maintenance outlook that needs to lay focus on reducing delivery time of 
each furniture piece.   
Fixed-capital proficiency 
This alludes to network streamlining for example, guaranteeing that the organization has the 
correct number of distribution centers in the correct places, or outsourcing capacities where it works 
well. Morris Furnishing needs to deploy its fixed assets in the right areas such as ensuring that its 
repair centers are located in the areas which facilitate shipping and delivery convenience. 
Cost minimization 
Effective supply chain management system reduces cost for the business as it focuses on day 
to day operations of product delivery. 
Enhance Customer Service  
Effective supply chain management permits the tracking of product, materials and items 
transportation till its delivery and including all business operations. Technology integration in supply 
chain system provides several advantages to organizations. Streamlining operations utilizing an 
order management framework transfer products to the customers rapidly and dependably. Constant 
perceive ability into the determination of a conceivable issue empowers a business to rapidly 
analyze the issue and give a quick response for keeping up consumer loyalty.  
Though quality improvement processes and employee training, Morris furniture could easily 
deal with their management issue and save repair cost for the organization. It improves employee’s 
performance and skills which reduces the risk and cost for the business. Through such quality 
improvement and employee training processes Morris furnishing will have various benefits which 
include: 
Reduce furniture repairing cost 
Through effective repairing system by skilled employees, company will save furniture 
repairing cost as rather than substitution of the entire furniture, a repair will be made which would 
reduce cost of the segment and the work required for the replacement. Thus  
Minimize work costs 
When repairs are scheduled, the measure of time required for repair is decreased in view of 
a smaller number of part substitutions rather than whole furniture substitution. Likewise, the 
recurrence of repair for basic failure will be decreased.  
Enhance revenue 
With less support on furniture parts and faster repair of broken segments, repairs can be all 
the more successfully taken care of, in this manner decreasing repair time (Jardine & Tsang, 2013).  




Builds productivity of worker time 
By recognizing the exact repair activities expected to cover which lacks, and additionally the 
parts, instruments and bolster expected to amend the issue can drastically enhance efficiency of 
employee time.  





This report contains detailed discussion regarding issues faced by Morris home Furnishing. It 
has been seen that company has faced troubles and bad reputation due to issues related to repair 
and maintenance that is unable to rectify product damage. This increases the number of hours the 
product has to stay in the repair and maintenance section. Making it less cost effective.  
Furthermore, it has also been identified that the work done by the unskilled employees is 
unsatisfactory, even after the repair is completed, it is found that furniture starts causing problems 
again within a matter of months. Proper training of employees for enhancing their skills and 
capabilities is the key to solving this issue. The process improvement is required as already identified 
the repair items take too long and the space is limited which creates issues for the effective 
processing. Considering the current resources, the report based on the data has recommended that 
the process must be improved and the time required to make the repair must be reduced. The space 
is limited hence storage is not possible. The classification of repairs and moving it forward without 
wait time would considerably reduce the stress. This can be done with business process mapping 
and quality process implementation. The suggested procedure has ability to reduce the time and 
increase 3 units repair per hour.   
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Delivery (D) CRM (C) Dock(N) Shuttle (S) Total 
Qty. Cost Qty. Cost Qty. Cost Qty. Cost Qty. Cost 
8 $2,615.95 39 $10,856.43 42 $5,225.22 1 $360.00 90 $19,057.60 
7 $1,275.92 37 $10,873.25 18 $3,306.80 2 $328.00 64 $15,783.97 
7 $1,283.99 24 $5,088.13 14 $2,730.93 0 $0.00 45 $9,103.05 
11 $2,708.96 12 $3,933.19 10 $3,050.46 5 $1,517.87 38 $0.00 
17 $2,623.82 35 $4,799.32 50 $8,904.87 8 $1,738.77 110 $18,066.78 
34 $3,981.70 42 $5,801.66 43 $6,340.36 12 $5,705.61 131 $21,829.33 
10 $2,551.47 49 $4,513.29 22 $4,954.88 0 $0.00 81 $12,019.64 
13 $3,803.96 20 $6,909.85 13 $2,003.45 1 $185.00 47 $12,902.26 
7 $1,209.98 24 $7,700.73 12 $2,707.94 3 $280.99 46 $11,899.64 
18 $3,942.91 33 $7,870.54 9 $1,090.98 0 $0.00 60 $12,904.43 
8 $1,439.95 23 $5,026.72 26 $3,646.93 1 $164.99 58 $10,278.59 
7 $762.98 34 $5,547.22 15 $2,852.95 2 $309.00 58 $9,472.15 
3 $503.30 2 $295.00 19 $1,512.68 0 $0.00 24 $2,310.98 
10 $3,143.97 39 $8,549.10 17 $1,777.96 0 $0.00 66 $13,471.03 
16 $3,318.92 40 $11,065.25 14 $1,960.98 0 $0.00 70 $16,345.15 
7 $3,013.96 35 $9,221.66 20 $2,834.92 1 $59.99 63 $15,130.53 
13 $2,750.96 35 $10,374.49 19 $3,872.46 0 $0.00 67 $16,997.91 
10 $728.60 2 $480.00 30 $4,846.96 3 $396.76 45 $6,452.32 
21 $4,462.91 29 $8,037.00 26 $4,533.97 6 $927.97 82 $17,961.85 
10 $2,018.96 45 $9,125.17 21 $3,717.91 1 $55.00 77 $14,917.04 
19 $2,817.66 31 $8,420.87 22 $4,276.82 1 $349.99 73 $15,865.34 
12 $4,075.97 29 $5,871.85 23 $4,218.41 0 $0.00 64 $14,166.23 
2 $739.99 2 $289.99 13 $1,989.96 1 $200.00 18 $3,219.94 
15 $3,201.92 28 $5,756.32 18 $4,280.88 0 $0.00 61 $13,239.12 
20 $3,180.93 31 $8,903.48 19 $3,604.22 3 $2,099.50 73 $17,788.13 
10 $1,925.96 33 $7,421.30 15 $2,146.40 2 $354.98 60 $11,848.64 
12 $2,385.07 25 $8,441.71 10 $1,059.97 0 $0.00 47 $11,886.75 
0 $0.00 1 $159.99 25 $4,837.69 1 $85.00 27 $5,082.68 
14 $3,565.98 31 $7,008.27 16 $2,508.96 0 $0.00 61 $13,083.21 
15 $4,516.91 25 $5,294.91 29 $4,253.18 1 $169.99 70 $14,234.99 
 
















Appendix Gant Chart  
Task Name Dec 16 Jan 17 Feb Mar Apr May June July Aug Sept Oct Oct 
Need Analysis              
Employee research              
Understand Skill Gap             
Planning stage             
Formulating scope 
statement  
            
Formulate new 
process development 
            
Reduce hourly time 
to repair 
            
Implementation 
stage 
            




            
Implement PDCA and 
monitor.   
            
Perform cost 
evaluation  
            




            
 
 
